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D
ear readers,
 
The summer break 
is officially over and 

we are all back to our normal 
routine. I hope you have all had 
a good summer and enjoyed the 
National Day celebrations too.
 

This issue we have focussed on an 

important business sector in Gibraltar; 

wholesale. Sometimes we forget the 

whole process involved of getting 

products from their source into the 

shelves of our stores. This can be a 

complex and long procedure, plus 

keeping the products at competitive 

prices aids to the difficulties. In Gibraltar 

we have a good number of companies 

who have been wholesalers for a very 

long time, we have interviewed some 

of them, so you can get to know 

more about their companies and their 

thoughts for the future.

As we have been saying for some 

time now, Brexit can be seen as an 

opportunity. A chance to improve our 

processes, become more effective and 

stream line our businesses. Gibraltar 

has continuously evolved, our business 

leaders are ready and able to do adapt 

to any challenges that Brexit may 

bring. Most of the business owners we 

interviewed have been keen to point 

this out. 

We have also started a few new 

regular sections in the magazine. Meet 

the Board - we will be interviewing 

a member of the GFSB Board each 

issue so you can get to know them a 

little more. I have the honour of being 

the first one, you can read my short 

interview and understand a little bit 

more about me. New Member Profile - 

each issue we will meet up and find out 

about one of our new members, what 

they do and why they joined the GFSB. 

If you would like us to write about your 

business please let us know.

We are now starting our busy period 

where we will be holding regular 

Breakfast Clubs and networking 

meetings to give all our members an 

opportunity to network and get to 

know other business owners. Keep 

an eye out for our email notifications 

about all the upcoming events. 

The GFSB is here to help your company, 

to keep Gibraltar a great place to do 

business, and to communicate with 

the Government on your behalf. Let us 

know your issues and concerns so we 

can be informed of everything that is 

going on, and do all we can to help.

I hope the rest of this year is fruitful 

and profitable for all our readers and 

members. 

Please get in touch if you have anything 

you think we should cover in future 

editions.

Wishing you all the 

best,

Julian Byrne
Chairman
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I 
t is one of Gibraltar’s most 
readily recognised and long-
established family companies. 
In fact, originally it was two 

separate companies: James 
Speed started his business in 
1839, Jerome Saccone started 
his business in 1850, and the two 
companies were fierce rivals for 
many years.
 
However, in 1908, the two businesses 

were officially amalgamated and the 

new Saccone & Speed grew in strength, 

surviving the Great Depression and 

two world wars.  In 1962, it was bought 

by Courage and as a result, Saccone 

& Speed had offices and branches in 

UK, Malta, Spain, Morocco, Kenya, New 

Zealand, USA and Egypt. It was a major 

supplier to UK Military, US Navy and 

the Diplomatic Corps in the various 

countries where it was present. Despite, 

or perhaps because of this success, the 

company remains a family concern; 

when Courage sold the UK Saccone & 

Speed business in 1987, Michael Cottrell 

headed a family and management 

buyout.  Since that time, it has remained 

a private company, the majority 

shareholding still with the Cottrell family.

 

Most of us are familiar with the products 

for which Saccone & Speed are largely 

known.  While in the early decades 

of the business the main trade was in 

wines, with spirits, beers, soft drinks and 

tobacco being added in time, in 1962 the 

company purchased Charles Gaggero 

and Company Limited, another local 

company and one which added the 

Coca Cola Franchised Bottling operation 

to Saccone & Speed. The brands that 

they have been distributing since the 

19th century include Tio Pepe(Gonzalez 

Byass - 1863), Schweppes (now part of 

The Coca Cola Company – 1894), and 

Gaymer’s Cider (now part of Magners 

– 1898). Some of their best-known and 

best-selling brands these days include 

Jack Daniels, Smirnoff, Gordon’s, 

Tanqueray, Glenfiddich, Coca-Cola, 

Moet, Monster, 1664, Guinness, John 

Smith’s, Peroni, Carlsberg, Fosters, 

Olde English, Marlboro and Chesterfield 

among others... these days, household 

names.

 

In 1982, the company purchased 

Louis J Abrines and entered the food 

distribution business. While most of 

the company’s sales in food are into 

restaurants and food service, Saccone 

& Speed also represents brands like 

Hellman’s, PG Tea, Flora, Pot Noodles, 

Marmite, Colgate – brands that we 

are likely to find in any household 

kitchen cupboard. Another area that 

the company diversified into was that 

of the provision of building supplies, 

with their operation on Devil’s Tower 

Road, Gaggero Cemats Home and 

Building Supplies, frequented by local 

construction firms and DIY enthusiasts 

alike, their having expanded into the do-

it-yourself  market.  

 

With a high demand for food and drink, 

any fluctuation in the flow of movement 

through the land border with Spain, or 

changes in the trading environment 

with Europe might be of concern.  With 

demand for construction materials and 

building supplies reliant on a vibrant 

construction sector, which in turn, 

relies on economic stability, developer 

confidence and substantial financial 

investment, I wondered whether Brexit 

caused any fluttering of nerves among 

Saccone & Speed’s executives.

 

Stephen Payas, Sales and Commercial 

Director, took the time to discuss the 

situation with InTouch and reflected 

on the fact that even demand for food 

and drink might potentially be affected 

by withdrawal from the EU – visitors to 

Gibraltar that enter through the border, 

and the cross border workers form a 

sizeable segment of local customers:  

“Our two Brexit concerns centre 

around the fluidity at the frontier. If 

people and goods continue to enter as 

they do now, we see little change. We 

have contingency plans for alternative 

supply routes by-passing the land 

frontier,” Stephen explains, “however, if 

visitor numbers fall dramatically, and/

or worker transit is made so difficult 

that cross frontier workers decline, 

we would experience serious declines 

in our sales.”  Like other businesses 

who have spoken to us recently, there 

are concerns that exchange rates will 

fluctuate and conjecture as to how strict 

the restrictions on the border may be, or, 

indeed, whether there may be another 

full closure.  However, from experience 

gleaned from well over a century in 

business, Saccone & Speed appreciates 

that the only realistic way to tackle 

issues that are beyond their control is to 

develop contingencies in anticipation of 

any threats to the business. Once again, 

planning ahead emerges as a salient 

strategy.

 

With one of the anticipated threats 

being that of restrictions or perhaps 

even the total loss of freedom of 

movement for workers, Saccone & 

Speed, like other wholesalers, have to 

prepare for the possibility that staffing 

their operation may be affected by 

Brexit.  Not only is wholesale and retail 

working hard to attract staff with 

relevant sector skills, but they also find 

themselves having to compete with 

other, perhaps more attractive jobs 

propositions from other sectors, which 

in recent years have risen to greater LONGEVITY AND DIVERSITY - 
SACCONE & SPEED TALKS WHOLESALING 
TO INTOUCH MAGAZINE.

prominence in Gibraltar.  Stephen 

explains further: “The allure of the 

Professions for talented youngsters, 

the salaries in Betting and Finance 

Companies, the security of tenure 

and inflation-busting pay increases in 

the Public sector all combine to make 

our industry appear less interesting, 

rewarding or attractive. Having said 

that, we are proud of the fact that our 

recruitment and retention levels are very 

good and we have robust succession 

plans in place.”

 

Specific features of the wholesale 

sector involves issues such as 

transport, import, storage as well as 

the more generic business concerns 

of competition, forecasting, product 

range and buying trends.  Stephen 

refers to the noticeable increase in 

competition from a variety of business 

entities that operate in Gibraltar, some 

of which do not experience quite the 

same trading conditions as larger 

wholesale companies, for example, by 

trading in goods which are stored in 

facilities outside of Gibraltar, and he 

alludes to issues of concern to the entire 

wholesale sector in relation to quality 

and originality of products, guarantees 

and consumer rights. These are areas 

that have recently been addressed with 

legislation through the Fair Trading Act 

2015 but that may need further attention 

as Brexit begins to bite. With lack of 

space for warehousing products an 
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issue for most of Gibraltar’s businesses, 

any improvements in the facilities at 

Gibraltar’s port to ease the delivery of 

products by sea is likely to support the 

importation of the products that keep 

local businesses functioning effectively.  

This illustrates the importance of 

Gibraltar’s businesses, community 

and government bodies collaborating 

to safeguard and enhance Gibraltar’s 

trading environment. “Knowledge of the 

sector is important,” says Stephen, who 

himself has worked in the industry for 

over 20 years, “there are many instances 

where improvements can be made in 

the trading environment for the benefit 

of the wholesale and also the retail 

sector.” He cites the issue of summer 

hours in Gibraltar and Spain, which may 

be traditional but which have not kept 

pace with the buying trends among local 

customers and visitors, with summer in 

fact being one of the busiest times of the 

year for these sectors. Understanding, 

liaison and planning could help to ease 

the situation during summer months and 

improve trade.

 

A company with deep roots in Gibraltar’s 

trading past, Saccone & Speed 

can probably ascribe some of their 

continuing success in looking forward 

and in bringing diversity in products 

and services to their customers. “We 

are keen to be part of the increasing 

diversity we see in our market,” Stephen 

says. He talks about the challenge of 

balancing pricing in a small market – 

customers are increasingly demanding 

new and varied product ranges but also 

want to see more premium products.  

One way Saccone & Speed are tackling 

this challenge is with their key attributes 

of individuality and uniqueness. “We 

are working on a number of projects 

that will help to deliver some of these 

conflicting demands, but we think that 

our specialist shop, The Cellar, in Irish 

Town, is a good example of what we 

feel we can add. This outlet offers a 

great range of quality products, priced 

from £5 to £2,600, in a pleasant, 

welcoming environment and with 

excellent customer service. We have 

also transformed the new Gaggero 

Cemats shop into a DIY centre and 

a bed showroom, with the idea of 

You are not just another customer and we are not 
just another Bank
Our Relationship Managers have extensive experience in managing client 
relationships and customer service and are able to understand your business 
and personal financial needs
The expertise you need with the service you deserve

To speak to our Relationship Managers please phone: 
Gerald Danino on 200 13960
Mark Recagno on 200 13961
Albert Borrell on 200 13964

traditional banking with a modern feel
gibintbank @gibintbank

www.gibintbank.gi  | +350 (200) 13900 | Gibraltar International Bank Ltd, PO Box 1375, Ince’s House, 310 Main Street, Gibraltar GX11 1AA
Gibraltar International Bank Limited is authorised and regulated by the Gibraltar Financial Services Commission. Company Registration Number 109679

appealing directly to customers, while 

still maintaining our business with the 

construction industry.”

 

All of which goes to show that being 

of an older generation in terms of 

local companies, does not mean ever 

having to slow down or stop looking 

to the future, but instead means facing 

challenges with the positive attitude and 

indomitable energy of Saccone & Speed.

Saccone & Speed (Gibraltar) Limited.
A Member of the Saccone & Speed (Gibraltar) Group Of Companies.

35 Devil’s Tower Road, P.O.Box 120, Gibraltar
t: +350 200 74600  |  f: + 350 200 77031  |  e: mail@sacspeed.gi

www.sacconeandspeedgibraltar.gi

Importers and distributers of wines, 
spirits, beers, liqueurs, cigars & 

cigarettes in Gibraltar to a tied estate 
of hotels, bars & restaurants & also to 

the many off-licences, convenience 
stores & supermarkets on

the Rock.

Operating since the 1920’s and 
joining the group in 1985, Louis J 
Abrines Limited has since expanded 
to frozen & chilled foods, as well as 
health & personal care products, 
cleaning materials & over the counter 
& pharmacy only pharmaceuticals.

Saccone & Speed
(Gibraltar) Limited
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T
here is no presumption 
about Alimentana; 
Christopher Wall, its 
MD, comes over as 

an unassuming man, quietly 
intelligent and intensely 
knowledgeable, not least about 
the line of business he’s in. His 
capabilities emerge through 
the understated confidence he 
expresses about Alimentana’s 
ability to navigate the 
strong currents of economic 
uncertainty that we may be 
sailing as a result of the UK’s 
withdrawal from the EU..
 
Supplier of numerous goods including 

food and pharmaceuticals, Alimentana 

is the primary Gibraltar distributor for 

Nestlé, an internationally renowned 

brand of the sort tourists visiting from 

across the world actively seek out in 

local shops. As a company, Alimentana 

resulted from a merger between a local 

company, Newall (Holdings) Ltd, and the 

Gibraltar division of Nestlé, established 

in 1925, but sold in 2002 to the Wall 

family, owners of Newall.

Chris himself had spent a good number 

of years living and working away from 

Gibraltar. “For a while I really didn’t 

expect to be back in Gib and running 

the company,” Chris smiles, “but as 

there was no-one around who could 

take over, I came back and here I am.” 

Chris took over at Newall just before the 

merger with Nestlé and the resulting 

establishment of Alimentana Ltd.

Taking the tiller of a wholesaler and 

successfully steering the business 

through what are frequently strong 

tides and choppy waters is no mean feat 

and Chris talks me through some of the 

key stages of the company’s inherited 

background which have endowed the 

business with the strength and skill 

to face the challenges confronting 

the sector. Having survived the Great 

Depression, World War II and post-war 

austerity, Gibraltar importers were well-

prepared to supply food, medicine and 

other essentials to the Rock through 

the 1970s, when the closed frontier cut 

off all supplies by land. “Wholesale in 

Gibraltar boomed during the 1970s,” 

Chris explains, “firms turned to shipping 

for the transportation of goods, 

imported stock in large quantities and 

could rely on the local market to buy 

locally. This period also coincided with 

massive growth in the international 

export markets, so we were in a position 

where we needed to bring goods into 

Gibraltar at exactly the right time when 

companies were eager to export to us.”

With the opening of the border with 

Spain in the 1980s and during the 1990s, 

Newall faced more changes, and new 

challenges. Easier access to Gibraltar’s 

markets saw a sharp increase in small, 

sometimes specialist suppliers importing 

goods to Gibraltar and creating sharp 

peaks in competition for established 

wholesalers. In the food sector, changes 

in the way food was retailed, such as 

the growth of supermarkets and the 

way this has affected small, local outlets, 

meant the businesses needed to adapt 

to changing demand, as it still has to 

regularly even now when faced with 

new brands and changing consumer 

trends. Recent decades have also seen 

the introduction of stiff regulations 

affecting storage times and shelf-life, all 

of which contribute to the complexity of 

the cycles of supply and distribution. In 

the pharmaceuticals side of the business, 

there have been enormous changes 

in the face of which Newall, and also 

Nestlé, had to be consistently adaptable; 

there has been a huge growth in generic 

brands and globalisaiton has seen a 

degree of shrinkage in the international 

markets.

As we enter what is likely to be a period 

of turbulence and volatility, Alimentana 

can call up expertise that is built on a 

firm foundation of experience with which 

to meet the challenges. Its relationships 

with its main suppliers are long standing 

and have evolved and strengthened 

over time, which stands it in good 

stead. Chris points out the importance 

of good relationships with customers 

– understanding their customers and 

all aspects of their business is certainly 

essential in helping businesses forecast 

and shed some light on the murky 

horizon of change.

Chris mulls over some of the 

complexities and variables that are 

involved in planning and forecasting: 

“Gibraltar’s is a difficult market to 

forecast,” he muses, “some product 

lines are more easy to forecast than 

others and for these we can reasonably 

accurately predict margins. But with 

Gibraltar’s size, it only takes one or 

two customers to suddenly alter how 

they buy, or whose own performance 

and liquidity suffers problems, and the 

market can be skewed.” In wholesale, 

a customer’s activities can alter your 

bottom line, and in Gibraltar, it is possible 

for the slightest political change to have 

an unexpected impact on profits. On 

the supply side, factors that can impact 

the business will include the shortening 

of expiry dates which affect shelf life. 

Fluctuations in exchange rates can also 

make a difference to profit margins, as 

can political decisions out of the control 

of the company.

“The border with Spain can become a 

problem,” Chris points out. I suspect he 

tends to see things in terms of challenges 

rather than problems, adding, “although 

I believe these will be short term issues. 

Whatever they turn out to be, we will 

find ways of overcoming them, for 

example, returning to sea-freight instead 

of land transportation. We may also see 

less speculation in terms of the variety 

of products wholesalers are prepared 

to take a risk on supplying – they may 

prefer to keep to tried and trusted brands, 

for example, at least for a while.” Another 

issue that may give cause for concern 

will be any alterations in fluidity of 

movement of people across the border, 

since Gibraltar may face the prospect 

of suffering from a shrinking workforce 

if there is a gap left by Spanish workers 

losing their freedom to work in Gibraltar.

If there’s something learned over the 

decades of surviving and thriving even in 

times of turbulence, it is that flexibility is 

a key attribute. “Businesses must be able 

to adapt to changes in the market,” says 

Chris, “and they must also keep close to 

their suppliers and their customers; the 

former so that they can stay abreast of 

product development and changes in the 

way their suppliers operate, and the latter 

so that they can anticipate trends and 

provide the goods people want at just the 

right time.”

As consumers, when we reach to take 

a loaf of bread or box of biscuits off a 

shop shelf, we rarely give much thought 

as to how these items got onto those 

shelves, or even into Gibraltar in the 

first place. Gibraltar relies on a strong 

and vibrant wholesale sector to bring us 

all the supplies we need for all sectors, 

and especially, food. Alimentana has 

been discreetly making sure that there 

are products we like filling our shelves 

for years, and are set to address any 

challenges so that they can continue do so 

for years to come.

TRIUMPHS AND TRIBULATIONS 
Chris Wall of Alimentana Ltd talks to InTouch about his 
take on wholesale.
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I 
meet Chris Watkins just as 
he prepares for a well-earned 
break after a tough year 
of trading. “Our business is 

sensitive to certain seasons,” he 
tells me, “we just about emerge 
from the hectic Christmas 
rush and plunge straight into 
the Easter promotions via 
Valentine’s Day and Mothers’ 
Day.  The demand for our best-
selling brands of chocolates 
is at its height in the spring.  
Then, just as our feet touch 
the ground, we launch into the 
peak of the tourist season in the 
summer.”
 
I have managed to pin him down in 

between the Easter and the summer 

sales peaks.  Why, I’m interested to 

know, is there a heating up of sales of 

chocolate in July and August, when, 

for the uninitiated like me, it would 

be logical to think ice-lollies and cold 

lemonade? “It’s the tourist season,” Chris 

explains, “the internationally renowned 

brands that we supply to local retailers 

are very much in demand from tourists 

who come to visit Gibraltar from all over 

the world.  They know these brands and 

they specifically want to shop for them 

here and take them home.” This is a 

perfect lesson in knowing the customer 

and familiarity in buying trends.

 

One of Gibraltar’s long-established 

wholesalers, Allied Traders were set up 

in 1974, a time when the border with 

Spain had been closed for a number of 

years and times were tough for many 

of Gibraltar’s businesses. Set up by two 

brothers, Chris joined this family-run 

concern some fifteen years ago.

 

“The period of the closed border was 

a difficult time for Gibraltar,” he says, 

“but at the same time, it did present 

opportunities to enterprising business 

people and this was especially the case 

for those who entered the wholesale 

trade.” A closed border meant that ways 

had to be found to bring supplies into 

Gibraltar, notably food products.  Allied 

Traders focused on bread – the staple 

of communities for millennia – and on 

confectionary, the perfect comfort 

during a tough time. The business 

developed from there, a classic example 

of necessity engendering enterprise, 

and it proceeded to set up and foster 

strong relationships with suppliers, 

mainly from the UK and Europe. At the 

same time, relationships were set up 

with local shops and outlets in Gibraltar, 

relationships that still exist and continue 

to flourish.

 

One of the features of being involved in 

a business that has thrived for over forty 

years is the expertise it has in local and 

international markets in its particular 

field. Allied Traders have seen many 

periods of change, not only in local 

market conditions, but also structural 

changes in the way their suppliers, such 

as Cadbury’s, are organized and operate. 

The eventual opening of the border with 

Spain changed local people’s buying 

habits and this altered demand for 

wholesalers’ usual range of products. 

“We constantly have to keep on our 

toes,” says Chris, “we do our forecasting 

and consider historic information on 

sales but we still need to be nimble 

on our feet and respond to changes in 

demand.”

 

Similarly, a wholesale business needs 

to keep a very sharp eye on currency 

fluctuations and exchange rates, and 

while there is little a single company can 

do to control this, keeping aware of the 

factors that influence these is important 

in contingency planning and improving 

responsiveness.

 

This leads us to discuss how the 

forthcoming withdrawal from the 

European Union might affect trade. “It’s 

a completely unpredictable situation,” 

Chris muses, “and it depends on what 

agreements are eventually reached 

between the different governments.” 

Not that the effects are necessarily 

going to be entirely negative; a business 

that grew up in a tough supply situation 

with strong supplier relationships and in-

depth understanding of the logistics of 

importation and distribution is working 

on a firm foundation from which to 

face the forthcoming challenges.  “It’s 

important for businesses to be able to 

adapt to market changes,” he continues, 

“it is going to be more essential than 

ever to focus on the products your 

business is recognised for.  Good focus 

of vision, establishing and maintaining 

good relationships with customers and 

suppliers alike and keeping a close eye 

on market fluctuations will also be vital.  

We are pleased to have a very good 

relationship with Cadbury’s who have 

a strong ethos of supporting smaller 

suppliers.”

 

Despite the current uncertainty, business 

for Allied Traders remains strong.  “We 

noticed a change in buying patterns 

from about 2013,”Chris explains, “the 

increased tensions at the border seemed 

to result in local buyers staying local 

to Gibraltar to shop.  Of course, that 

was good news for local shops and 

for wholesalers – in fact, our turnover 

is significantly up on last year - and 

this trend may well continue as the 

UK enters the Brexit negotiations and 

beyond.”  The border issues, as well as 

volatile exchange rates, are crucial to 

this business.  “It’s not just about the 

matter of tariffs, though these would 

make a difference to prices, margins 

and profits which might affect the long 

term viability of some businesses,” Chris 

said, “it’s the uncertainty which will 

affect other factors such as the transport 

industry, shipping, tourism among 

others, and all these have an impact on 

our business.” 

Chris proceeds to introduce me to 

a delicious new line in chocolate as 

we mull over some of the strategies 

that might be applied to deal with the 

inevitable changes that Brexit will bring.  

Chocolate does have an uncanny knack 

of brightening up any gloom.  “Brexit 

could be a strong wake-up call to 

Gibraltar,” he ponders, “it could be an 

opportunity to improve how we all run 

our businesses and our local business 

environment.  We may need to contract 

to an extent or for a period of time, to 

consolidate, regroup and then grow 

again when things become clearer.  

Allied Traders were born in difficult 

times and we’ll be able to deal with 

difficult times again.”

With a global reach, Hassans provides legal solutions, 
both locally and cross-border, to individuals 
and major multinationals. We deliver a service 
consistent with old world values of customer care 
whilst combining professionalism with pragmatism. 
Our clients get what they need, when they need it.

Personal or business solutions. Efficiently delivered.

Strategic legal
advice is priceless.
Hassans stands
out from the crowd

57/63 Line Wall Road, PO Box 199, Gibraltar.
T: +350 200 79000  F: +350 200 71966
business@hassans.gi

www.gibraltarlaw.com 

“Hassans is widely considered to be the 
market’s leading firm, both in terms

of size and depth of experience…”

Legal 500 EMEA, 2014 Edition.

TRADING IN UNCERTAIN TIMES 
Chris Watkins of Allied Traders talks to InTouch.
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Oxy Ltd. was first established as part 

of the Bassadone Group in 1982 but 

became an independent company some 

years later. Steven joined the company 

in 1989, just as the flow of goods 

through the freshly opened border with 

Spain was beginning to enter Gibraltar 

by land once again. Along with Steven, 

Oxy’s directors, Bruno Callaghan and 

Michael Alman, brought to the company 

a winning combination of sector 

expertise and new market opportunities, 

a combination that enabled the young 

company to develop firm foundations 

and expand its customer base and its 

product range. Specialisms and product 

choice were also factors that facilitated 

the opening up of successful business 

opportunities for Oxy. Specialist 

importers of industrial gases, Oxy 

quickly became the “go to” experts 

for many of Gibraltar’s businesses 

that required these. Importation and 

distribution of Industrial and Medicinal 

gases is still one of the keystones of 

Oxy’s services.

 

Oxy is also a specialist supplier of 

cleaning products and materials, 

supplying many of Gibraltar’s businesses 

and government departments 

everything they need to keep their 

premises sparkling and welcoming to 

their own customers.  And while most of 

us, as humble consumers, are thinking 

in terms of washing up liquid and 

scourers, Oxy is also importing specialist 

stripping fluids and polishes for marble 

floors, soap dispensers for customer 

toilets, hand towels, wood polish, brass 

polish…the list is seemingly endless. As 

wholesaler and retailer, many of their 

products are stocked by local shops to 

sell on to customers and Oxy works with 

numerous suppliers so that they can 

provide a varied range of products that 

will suit the varied budgets that their 

customers work to. “As a Gibraltar based 

business, we try to take all the hard work 

out of obtaining essential products,” 

Steven explains, “and in doing so we 

have to compete not only with any 

other companies in Gibraltar that import 

similar products, but we also have to 

compete with Spanish stores just across 

Steven Segui of Oxy Ltd speaks to InTouch Magazine about facing 
the future.
Words by Jackie Anderson

PLANS, PRODUCTS
AND POTENTIAL 

P
lanning ahead is the imperative, the maxim that underpins wholesale ventures; a plan and an 
alternative plan, a Plan B, just in case. That was the main lesson of the day when I met Steven 
Segui, Managing Director of Oxy Ltd. Over a coffee in a welcome break form his otherwise busy 
routine, Steven spoke about Oxy Ltd., their products, how the company evolved and the major 

issues he believes the sector faces in the immediate future. 

the border.  We are constantly reviewing 

our product range, in liaison with our 

suppliers, so that we can keep our 

prices keen and competitive, and so that 

we can bring to Gibraltar the newest 

products.  For our business to business 

products in particular, our ability to 

introduce improved and innovative 

items helps them to keep ahead of their 

game.  We keep a very careful eye on 

our margins and tend to keep them 

as low as possible, relying on volume 

of sales to generate profits.  We really 

work hard to gain and retain customer 

loyalty,” Steven explains.

 

A good deal of effort has been put into 

making the customer experience easy 

and as smooth as possible. “We aim to 

encourage local customers to buy local. 

This boosts local businesses and while 

Gibraltar’s small businesses are thriving, 

Gibraltar is thriving,” Steven adds.  

Steven expresses quiet pride in running 

an approachable service ready to fulfill 

customer requirements.  Client care is 

evident in the helpfulness of the staff 

who take phone orders, dispatch and 
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deliver products to business customers 

and their readiness to put things right 

on the odd occasion where an order 

isn’t quite perfect.  “We are always 

happy to go that extra mile to help our 

customers,” says Steven, “from getting 

deliveries to them on the same day if 

we can, to researching the suppliers 

and international markets for specialist 

products if they have very particular 

needs.” 

 

Steven, like other wholesalers I have 

spoken to recently, expresses the view 

that the relationship with the customer 

will be a crucial factor in surviving the 

challenges Gibraltar’s businesses face 

as the UK withdraws from the EU. “In 

the same way,” he adds, “we have to 

make sure we build and grow strong 

relationships with suppliers.  Both those 

relationships are essential to develop 

informed plans.” Plans can go awry and 

it is a business’ ability to respond in a 

flexible way to sudden changes in the 

market that will influence its ability to 

survive in challenging times.  Having a 

back-up plan, a Plan B, is therefore also 

important.

 

One major difficulty that wholesale 

businesses may have to face is that of 

restrictions in the movement of goods 

through the land border – possibly as 

a result of changes in the regulations 

or because of tariffs, fees and excise 

charges which may result in the costs 

of importing some items increasing 

and therefore the importing of these 

commercially non-viable – and Steven 

pointed out that there may need to be a 

return to sourcing and importing goods 

direct from UK and other countries by 

sea. “Of course, the issue there is that 

this will also be more expensive than 

importing by road and there will be a 

longer delivery time.”  Fortunately for 

Oxy, and unlike other wholesalers, such 

as those involved in food distribution, 

Oxy’s range has a long shelf-life, and 

because they own three different 

premises, their capacity for storage 

means that they will be able to import 

products in the bulk quantities that will 

be commercially viable.  While Steven 

concedes that this is an issue that may 

affect a number of other companies, 

Oxy is in a good position to continue 

to supply their customers with the 

products they regularly use and like to 

buy.

 

“At the moment it is incredibly hard to 

predict what is going to happen as a 

result of Brexit,” says Steven, “but at 

Oxy we believe that continuing to look 

after our customer as best we can and 

work to meet their changing needs will 

stand us in good stead.  That’s why we 

continue to invest in researching new 

products and ensuring we have a varied 

product range.  We are also investing 

in improving our online presence and 

we are developing a website so as 

to provide an online ordering facility 

to enhance the services we currently 

provide.”

 

“And one last thing,” he smiles, “in 

Gibraltar we know how to look after 

each other, just as we did during the 

years the border was closed and during 

other times of hardship. Businesses 

can help each other and can help 

their customers by buying locally and 

co-operating to make sure the whole 

of Gibraltar’s economy stays healthy.” 

Perhaps, I muse, that would make useful 

Plan C.
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RETHINKING RELATIONSHIPS 
Michael Rodrigeuz of Portman Ltd. ponders on the future of Gibraltar’s business owners, Mike 

expresses some of his concerns at what 

the future may hold. “Discussions and 

rhetoric from many sources about Brexit 

are causes for concern,” Mike says, “it 

leaves us in a state of uncertainty, and 

that, of course, is never a comfortable 

place for any business.”  Any restrictions 

or even a slow-down due to new 

administrative procedures that might be 

introduced at the border by the EU, for 

example, would cause repercussions in 

terms of lead times and costs.  Currency 

fluctuations would impact profit margins 

– much of Portman’s trade is with the 

EU so how sterling performs against the 

euro is something Mike and his team 

watch very closely.

 

It is the unpredictability of the situation 

that gives Mike a good deal of food for 

thought.  “For any business, planning 

ahead is important,” he observes, “as a 

business we try to keep our ear to the 

ground, communicate as much as we 

can to our customers and research the 

sectors in which they operate so that 

we can decide how we are going to run 

our business in the future.  I’m sure this 

is something that other businesses are 

doing.  There are big decisions to be 

made about whether to contract and 

consolidate to survive the possible storm 

or, depending on how the land lies, it 

may be the case for some businesses 

that they will be able to branch out and 

front out the turbulence that may lie 

ahead.”

 

We speak at length about Brexit – it 

seems a subject that continues to spark 

a good deal of conjecture among the 

business community. Besides keeping 

a very watchful eye on the economy 

and the business environment for the 

company’s particular sector, Mike 

also advocates focusing on core skills.  

“We always need to keep in mind 

the company’s core activities.  This is 

perhaps, more than any, a good time 

for refocusing and going back to the 

business’ basics and then reconfiguring 

to meet the new challenges.  It is 

perhaps a time for all of us in Gibraltar 

– the private and public sectors alike as 

well as the local community – to rethink 

who we are, how we do business and 

how we relate to Europe and to the 

rest of the world.”  Times of change, for 

businesses as much as for communities, 

are indeed, the most interesting of times.

“
We do live in interesting times,” is Michael’s opening comment. 
This opinion, from someone who has been involved in the 
challenges of supplying a fascinating range of specialist 
equipment to Gibraltar’s businesses for many years, is not 

something to be taken lightly or as a trivial remark.
 
Michael’s working background started with the MOD, as did a large number of his 

contemporaries’. The closure of the naval dockyard led to some major changes 

to Gibraltar’s economy and the commercial activities and industries that fuelled it.  

Michael worked for some six years in Gun Wharf at a time when it was a facility for 

yacht repairs.  The services were used by owners of vessels from all over the world 

and this experience gave Michael a good grounding in sourcing specialist items of 

equipment, arranging import and transportation and securing the expertise for fitting.

 

In 1990, Michael struck out and set up Portman Ltd. The timing was perfect.  

Gibraltar’s building industry was poised to begin a period of  rapid expansion, with a 

great deal of activity involved in the reclamation of land along the western coastline.  

This reclamation along with the construction of buildings that included hundreds of 

residential apartments, commercial units and offices also meant the expansion of 

Gibraltar’s infrastructure, and Portman Ltd was in the perfect position to supply this 

activity with equipment and materials, readily diversifying from yachting to just about 

all aspects of construction.  “Hence the tag line on our logo, our headers and on the 

side of our trucks,” Mike points out, “general suppliers.”

 

In some ways, it’s not the specific product where Portman’s expertise resides; it is the 

very action of researching, sourcing, funding, transporting and importing where their 

tremendous skill lies.  In depth knowledge of the industries in which they are involved 

is another key skill the company possesses, as well as a wide network of suppliers. 

Nurturing supplier relationships is an 

important factor in Portman’s continuing 

success.  It means that Mike can 

boost his customer relationships by 

being able to speed up the process of 

acquiring varied equipment, from power 

generators (Portman has been helping 

Gibraltar’s electricity authority acquire a 

series of portable generators during the 

construction of the new power station) 

to netting, modular site offices and toilet 

facilities for construction sites, electronic 

gates for car parks, cranes for lorries…

the list is endless. Portman is skilled 

in dealing with traffic control and size 

restrictions when facing the challenges 

of site access and local infrastructure 

in some of Gibraltar’s building sites, 

and can arrange temporary use of 

machinery, having these delivered to 

Gibraltar and returning them to the 

supplier after use. “We employ a team 

of highly skilled professionals,” Mike 

explains, “these professionals are very 

familiar with industry requirements and 

with the local regulatory framework.  

Our focus is to satisfy our customers’ 

demands, however small or however 

challenging these might be, so we 

try to make acquiring these items of 

equipment or materials they need as 

smooth and easy a process for our 

customers as possible.”

 

To achieve this, Mike has also kept the 

company focused on quality and has 

ensured that the company’s managerial 

techniques and administrative 

procedures are consistently reviewed 

and improved so that the company can 

keep pace with modern, twenty-first 

century business demands.  This means 

making sure the use of technology 

supports company activities and it 

includes ensuring that the company 

keeps up to date with innovation, 

especially in terms of construction 

materials, techniques and equipment, 

all of which is facilitated by the 

company’s team of qualified technical 

and engineering staff.  With a modern 

fleet of vehicles, a strong customer 

service ethos among the team and two 

large warehouses, Portman Ltd is also 

fully accredited under ISO9001: 2000.  

“Quality and customer service is very 

important to us,” Mike emphasises, “and 

so is health and safety. We operate a 

very stringent health and safety policy 

which is managed by our own qualified 

safety officer.”

 

Portman’s longevity and overall success 

is no reason to stand still and rest 

on hard-earned laurels.  Like many 



ISSUE 31  |  SUMMER 2017  | intouch   |  ISSUE 31  |  SUMMER 2017intouch

22 2322

To survive and thrive in this new and 

ever-changing environment, wholesale 

distributors must:

 

• Make the technology investments 

necessary to quickly identify and 

understand the issues being faced

 

• Create solutions and take action 

in ways that create compelling and 

sustainable competitive advantages

 

• Rapidly and effectively adapt to the 

challenges posed by omni-channel 

marketing, increased complexity, 

rising costs and ever more demanding 

customers

 

• Make the operational investments 

necessary to reduce time to market for 

new offerings, improve execution and 

quality, expand stock assortments as 

required, reduce time to deliver, and 

improve overall customer service levels 

and satisfaction while simultaneously 

reducing costs.

 

Not easy tasks by any measure! The 

good news however, is that technology 

solutions are being aggressively 

developed and are increasingly more 

available and affordable. Technology 

solutions such as the cloud and 

software-as- a-service (SaaS) are 

starting to change the technology 

paradigm and cost curve, allowing even 

smaller wholesale distributors to gain 

access to technology that they couldn’t 

afford before.

 

Having advised a number of businesses 

in Gibraltar about implementing 

innovative technology solutions, we 

can comfortably say that appropriate 

and integrated business management 

technology solutions can help wholesale 

distributors optimise Inventory and 

operations, and enhance profitability 

by connecting information, people 

and processes. Technology can create 

visibility and transparency into the 

supply chain, so wholesale distributors 

have the ability to see where product 

is, how much of it there is and where 

the bottlenecks and failure points are in 

the supply chain. They can then make 

more timely decisions about purchasing 

and replenishment of inventory 

throughout the supply chain to reduce 

out-of- stocks while simultaneously 

reducing inventory. Investment in 

better technology in warehouse and 

transportation management systems 

enable increased warehouse and 

operational productivity and accuracy, 

reduce costs and can optimize freight 

movements, in order to reduce labour 

and fuel cost while improving time to 

delivery.

 

And finally, investments in technology 

can also provide greater insight into 

wholesale distributors’ customers 

and suppliers. Which customers or 

suppliers are most profitable? What 

are each customer’s ordering patterns, 

revenues, margins, product mix, number 

of deliveries, costs and their resultant 

profitability? What are each supplier’s 

value to the wholesale distributor? 

What are each suppliers’ reliability 

such as defect rates, on time delivery 

performance, and fill rates? What 

revenue, costs and profitability do they 

provide the wholesale distributor? And 

most importantly, what behavioural 

changes can be made throughout the 

supply chain to improve the wholesale 

distributor’s customer and supplier 

profitability?

 

If you are considering deploying 

new business technologies but don’t 

know where to start from, Benefit 

Business Solutions Ltd can help you 

identify, evaluate, and exploit emerging 

technologies in your own sector as well 

as those outside of your core knowledge 

area. Our rapid assessments help you 

make informed decisions on new ideas, 

giving you the results you need for 

sustained growth and innovation.

CHALLENGING TIMES
FOR WHOLESALERS
Eran Shay, Managing Director, Benefit Business Solutions Ltd. 
www.benefitgibraltar.com

W
holesale distributors 
have served an 
important role in the 
distribution and flow 

of goods for hundreds of years 
and have been a driving force in 
the economy, but the challenges 
they face today both locally 
in Gibraltar, and globally, are 
unprecedented and greater than 
ever before. As a result, some 
are struggling to maintain their 
market position, market share 
and sustainable profitability.
 

 
Many wholesalers are finding themselves 

caught in the middle between retailers 

who want to pay less while receiving 

more in order to meet the ever-

increasing demands of their customers 

and manufacturers, who want to 

increase prices because commodity 

prices and costs are continuing to rise. 

The challenges are increasing as the 

global marketplace is becoming more 

competitive; retailers and wholesalers 

struggle to adapt to the new and 

ever evolving omni-channel markets; 

supply chain networks become 

increasingly complex; the technology 

required to manage this complexity 

requires a significant investment; and 

costs continue to escalate – all while 

consumers are demanding more choices, 

faster fulfilment and lower prices. As 

a result, some wholesale distributors 

are finding themselves and their profits 

squeezed from both sides. 

In addition, wholesale distributors are 

seeing more goods being shipped 

directly to the retailer or consumer 

by manufacturers, totally bypassing 

the wholesale distribution channel. 

Online purchases for many types of 

goods are now being shipped directly 

from manufacturers, and this trend is 

increasing in an effort to speed delivery 

and reduce supply chain costs. Platforms 

such as Alibaba.com now allow even 

end consumers to order merchandise 

directly from manufacturers, bypassing 

wholesale distributors (and retailers) 

altogether.

 

In this complex new environment, 

wholesale distributors need to focus 

on strategically planning how they 

will respond to these challenges with 

solutions that create a competitive 

market advantage and ensure their 

sustainable profitability. As important, 

they must also aggressively transform 

their organisations from a slow, tactical, 

and reactive culture to an agile, quick, 

and strategic culture. Today’s challenges 

make the need for agility and quick, 

decisive, action greater than ever.

 

Wholesaler-distributors must continue 

to take decisive actions that will 

position their companies for growth and 

prosperity. Gone are the days of overly 

cautious and slow decision-making 

processes. The business world is moving 

too fast, and wholesaler-distributors 

must be informed, intelligent and nimble 

enough to make rapid but prudent 

decisions, and then adjust and iterate as 

necessary. 
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T
here’s no denying it; 
the seven Main Street 
boutiques owned by 
the Essardas Group 

are beautiful.  Gleaming lines, 
perfect lighting, eye-catching 
displays of stunning jewellery 
and luxury watches all under the 
attentiveness of warm, friendly 
staff.
 
“We love what we do,” says Vikram, 

welcoming me into one of the stores, 

“and we hope that communicates to 

our customers.”  Vikram represents 

the fourth generation of a family-

run business which next year will be 

celebrating its centenary: 100 years of 

trading in Gibraltar.  

 

Set in the very heart of Main Street, the 

first Essardas Group store opened in 

1918.  “Business was very different then,” 

Vikram recounts, “and over the years we 

diversified our products and explored 

different markets.”  The efforts of his 

great grandfather and grandfather and 

father before him were rewarded with 

steady growth.  “Retail is very much 

ingrained in our family,” Vikram explains, 

“although there are many members 

of our family who have become very 

successful in other fields, the Essardas 

group grew steadily and we now own 

seven stores.”

 

Specialising has helped to establish The 

Essardas Group as one of the leading 

retailers in Gibraltar.  From focusing 

on trading in general jewellery in the 

1990’s, the Group moved into the 

diamond market, opening the store “Just 

Diamonds”, the first jewellery retailer 

to specialise in diamonds in a Main 

Street store. These days, with intensified 

competition from other local traders 

and the customer’s ability to explore 

international markets far more easily 

through more accessible travel and, of 

course, the internet, it is their specialisms 

in gemstones, watches, in keeping 

abreast of popular brands of jewellery 

and of buying trends in the global 

jewellery market that help the Essardas 

Group to maintain its reputation and 

keep one step ahead.  “The gemstone 

market is big at the moment,” Vikram 

enthuses as he proceeds to list me some 

particularly popular pieces, ”and we are 

always on the ball as far as customer 

tastes are concerned.”

 

The retail sector is, he agrees, highly 

competitive and always, it seems, under 

pressure.  Coming from a tradition in 

trade that has survived the financial 

G R O U P

with breathtaking skill and enthusiasm. 

“Retail saw a huge growth in the 1990’s 

as the banking sector deregulated 

and people started changing the way 

they spent or used their money, with 

a greater focus on buying and less on 

saving,” he says, “and as a jewellery 

business, we worked hard at making 

sure we made the right decisions at the 

right time.”

 

Of course, times change and buying 

patterns change, so the challenges are 

always there.  For Vikram, part of the 

thrill is in tackling those challenges head 

on.  “As some markets become tough, 

you sometimes find if you look hard 

enough you can find that silver lining,” 

he smiles, and proceeds to explain how 

silver is in huge demand at the moment.

 

“Brexit is the biggest challenge of our 

time,” he acknowledges, “and businesses 

have to develop a deep understanding 

of their market, their products and 

above all, their customers, in order 

to keep growing, to keep profitable 

and to survive.”  Brexit means that 

buying power for traders is reduced, 

fluctuations in currency values means 

that businesses are exposed to higher 

risks and margins tend to be squeezed.  

In response, the Essardas Group is 

QUALITY, INTEGRITY & VALUE 
Vikram Budhrani of the Essardas Group shares 
his thoughts on the key issues for today’s retail 
market.

crisis of the 1930s, the Second World 

War, the years of post-war recovery, 

the closure of the border with Spain 

and the recent financial crisis of 2008 

and beyond, the Essardas Group is 

nevertheless well-poised to use its 

long-term experience to analyse the 

repercussions of political change and 

plan ahead.  However, the successful 

cannot rest on their laurels and Vikram 

talks me through some of the challenges 

and opportunities in the retail sector 

focusing on what it is particularly good 

at: supplying a broad range of quality 

products at good value for money 

and providing these with utmost 

integrity, and always with the customer 

uppermost.

 

“We provide diverse selections and lines 

of jewellery and watches throughout all 

our boutiques,” Vikram explains, “but 

what we offer in each is absolutely top 

customer care.  We treat each person 

that walks through any of our doors 

as we would want to be treated.  We 

welcome them and whether they are 

looking for a luxury brand that costs 

thousands or whether they have come 

in with some hard-earned savings for a 

special gift at a keen price, we will help 

them find what they want at a budget 

that suits them.”

 

Although the Essardas Group benefits 

from the shopping habits of tourists 

and visitors to Gibraltar, Vikram is 

acutely aware of the importance of 

the local market.  “We know that our 

customers like to come to the store 

and feel and touch and try on an item,” 

Vikram explains, “which is why it is so 

important to us that customers should 

feel comfortable, looked after and know 

that we will bend over backwards to 

help them.  We take our staff training 

very seriously and make sure our sales 

teams place a strong focus on product 

knowledge and product availability 

within each of our boutiques – we will 

happily accompany our customers to 

the right boutique to purchase the right 

product for their needs.”  

 

This approach has led to the Essardas 

Group benefiting from strong word-

of-mouth recommendation and local 

loyalty.  “Sometimes whole families will 

pop into the shop for a special item,” 

smiles Vikram, “it is a wonderful sense of 

community that we have.”
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our suppliers to obtain the best possible 

deals, but there is only so much that 

they are willing to concede and a limit as 

to what we can absorb before our profit 

margins are so squeezed they become 

non-existent.  The vote to leave the EU 

and the uncertainty that we are now 

experiencing has definitely brought with 

it a whole host of anxieties.”

 

As most of the small businesses I 

have spoken to since the June 2016 

referendum, Christian is very concerned 

about his workforce, and the possible 

effects of border controls that may be 

imposed by the Spanish government 

as Britain leaves the EU.  Supply lines 

is another concern, not just in terms 

of costs, but in terms of any other 

import issues, tariffs, transportation and 

delivery times that might be affected.  

“Having gardeners with the right skills 

and training is extremely important 

for our business,” Christian explains, 

“we don’t tend to have many career 

gardeners to select our workforce from 

in Gibraltar, and specialist training is 

not always easy to organise locally, so 

this is something that as a small, local 

industry, we need to work together to 

address.  Gardening and horticulture 

is a wonderful, rewarding career and I 

would encourage students at our senior 

schools to really give consideration to 

taking up training for this.  It may be 

hard work, but it keeps you fit and you 

end up creating beautiful, living, natural 

spaces for everyone to enjoy.”

 

Despite the challenges, Christian 

remains positive that Gibraltar has the 

resourcefulness and determination 

to make the best of the situation.  “If 

Gibraltar continues to market itself 

successfully globally, the economy will 

continue to prosper, and continued 

prosperity with a strong property 

market, means that there will continue 

to be a demand for green spaces to 

beautify those properties,” he smiles, “in 

fact, once everyone got over the shock 

of the referendum result, we have found 

ourselves busier than ever.”

 

Eden Botanics has developed many 

private gardens in Gibraltar, for 

developers of individual properties and 

for estates.  The current jewel in the 

crown is the green wall and green roof 

built last summer for the new extension 

at the Loreto School.  “This was a first 

for us and for Gibraltar,” says Christian, 

a quiet pride in his voice, “we worked 

extremely hard to complete it in the 

time allocated, it is a new product, 

totally natural, and I can’t describe the 

feeling we all had as we put it in place 

and within a day found that birds were 

beginning to feed on the tiny insects 

living in the plants on the wall, how 

as we were unrolling the sedum and 

planting it, flowers were beginning to 

blossom and new leaves were budding.  

What was for a few weeks a slab of 

concrete is now a growing, living habitat.  

Like I said, this was a first and we are 

learning more and more about tending 

for green walls and roofs, but we want it 

to be the start of many more.”

 

Gardening is about new growth, 

renewal, calm and beauty.  “We need 

all that as human beings,” Christian 

affirms, “green spaces give us balance, 

give us a sense of space and of being 

grounded. Even if we are living ten 

storeys up in the sky, our tiny balcony 

gardens can become a mini-haven for 

escape, and a small pocket of clean air in 

a busy city.”  We talk further as evening 

encroaches on the afternoon and it gets 

GOING FOR

GREEN

G
reen is a colour 
immediately associated 
with renewal and 
growth, a colour in 

which Eden Botanics’ team 
of gardeners is immersed in 
daily.  “Green” is also the term 
that we recognise as referring 
to initiatives that support 
improvements to our living 
environment, that we relate to 
nature and well-being.  These 
are all concepts that underpin 
Eden Botanics’ approach to 
the work that they do and 
the services they provide to 
customers.
 
The greening of Gibraltar’s private and 

public spaces is a theme important 

to business founder and managing 

director, Christian Buttigieg.  A highly 

experienced and professionally qualified 

arboriculturist, Christian’s in-depth 

knowledge of this field is equally 

matched by his passion for the art of 

gardening.  “Gibraltar poses some tricky 

challenges for gardeners,” he explains.  

It’s not easy for me to absorb that point, 

surrounded as we are by lush lawns, a 

myriad shades of green interspersed 

here and there by the glistening, jewel-

bright colours of hibiscus flowers and 

strelizias.  We are chatting in one of the 

earliest gardens that Christian created 

and one that he still tends; an oasis 

of calm and colour and fresh, earthy 

scents tucked into the patio of one of 

Gibraltar’s elegant, elderly buildings.

 

“Gibraltar is very built up and densely 

populated,” Christian continues, “space 

to have a garden is a huge issue, so 

we work very closely with designers, 

architects, developers, and their clients, 

to help them make the most of the 

opportunity to have planted and natural 

outdoor space wherever possible.”

 

Gibraltar’s own microclimate can 

pose both a challenge and a boon to 

gardeners.  We can be lashed by violent 

gusts of wind and driving rain, and yet 

our generally mild weather and many 

hours of sunshine can support a huge 

variety of plants, which in turn, create 

habitats for other living things: bees, 

butterflies, birds, to name the obvious.

 

“Indoor space can also support a 

natural environment,” Christian points 

out, “from architectural indoor plants 

to adorn the lobbies of office buildings 

to creating water features in private 

patios, we can adapt to our client’s 

needs and bring imagination, creativity 

and colour to brighten up any corner.” 

In the uncertain economic climate that 

we are currently experiencing, Christian 

feels that closeness to the customer and 

collaboration with business stakeholders 

may be the best way to survive and 

thrive.  “Gibraltar’s business environment 

technical: hydroponics, green walls as 

office dividers, roof irrigation systems, 

rain water recycling, leaf mulching and 

composting.  

 

“Life is all about balance,” Christian 

concludes, “Eden Botanics is about 

helping people achieve that balance of 

beauty and tranquillity amidst the bustle 

of daily life.  Investing in green makes 

sense for our wonderful city.”  As the 

evening draws in, the scent from the 

honeysuckle that overhangs the bench 

I am sitting on fills the air, underlining 

Christian’s point.  Eden Botanics’ 

determination to be part of greening up 

Gibraltar is a welcome one.

can be very competitive,” Christian 

muses, “and that is a good thing for 

customers, because prices are kept 

as keen as possible, and because we 

have to work to excel in order to be the 

business of choice.”

 

Christian’s drive towards excellence 

is in full flow and shows no sign of 

abating.  “We have recently gone 

through the ISO process and in 2015 

achieved certification for ISO9001, 

18001, and 14001 at our first inspection.  

We had that certification approved 

again in 2016 for another year, with 

very positive comments from the 

inspector.  That’s not to say we are 

perfect: we are constantly seeking to 

improve what we do.  We are investing 

in training our teams and in an overhaul 

of our operating systems so that we 

can continue to build good customer 

relationships.  We believe that this is 

essential as the economic environment 

becomes even more competitive.”

 

We discuss at length the challenges 

of running a small business, from cost 

of materials to staffing issues.  “Small 

businesses like ours can be hit very hard 

by even the smallest change in operating 

context,” Christian says thoughtfully, 

“the radical drop in the value of sterling 

against the Euro, for example, has 

immediately increased our costs as most 

of our supplies – trees, soil, planters, for 

example – are purchased from Spanish 

suppliers.  We are negotiating hard with 
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THE BUSINESS OF

EQUALITY

I
t’s also known as Agnes’ 
Law, a tribute to the 
late Agnes Valarino, a 
former Chairperson of the 

Disability Society and a long 
term campaigner for the 
improvement of the rights of 
disabled people in Gibraltar.
 
Agnes had drafted a piece of legislation 

which in 2006 was presented to the 

now Minister of Equality, Samantha 

Sacramento, and in recent weeks 

Minister Sacramento has moved the Bill 

for the Disability Act that eventually 

was developed from this early draft 

into its second reading in Parliament.  

The Disability Act 2017 is aimed at 

promoting, protecting and ensuring that 

people with disabilities can fully and 

equally enjoy all the rights and freedoms 

that the people of Gibraltar are afforded, 

and ultimately that the inherent dignity 

of people with disabilities is fully 

respected.  This means that businesses 

will be expected to make sure that 

people with disabilities can access 

their goods and services in two ways: 

firstly as customers, and secondly, as 

employees, and on an equal basis with 

non-disabled people.

Over the past year or so, the Ministry of 

Equality has held numerous seminars 

and training sessions for different 

sectors of Gibraltar’s community: public 

and private sectors, the construction 

sector, employers and trade unions and 

so on.  The focus has been not only on 

spreading awareness of the forthcoming 

legislation, but also on getting everyone 

to think beyond the traditional token 

gesture to people with disabilities – the 

ubiquitous hand rail and ramp – and 

really consider how to make services 

and goods fully accessible and inclusive.

Always at the forefront of keeping 

members updated with changes in 

legislation the GFSB teamed up with the 

Chamber of Commerce and the Ministry 

of Equality to host a breakfast seminar 

at the Sunborn Hotel on 24th May 2017.  

Attended by over 60 local business 

people, this particular seminar sought 

to communicate the business case for 

inclusion.

Opening the session, Minister for 

Equality, Samantha Sacramento, 

reminded those present that ensuring 

equality in society is an individual and 

a collective responsibility. The Minister 

summarised the issue of equality as 

having three strands: that of access to 

businesses and their services; that of 

attitude by businesses towards people 

with disabilities and that of employment 

of people with disabilities. She firmly 

reinforced the view that there is a strong 

case for businesses to become inclusive, 

even in light of external challenges such 

as those posed by Brexit. “Inclusivity” 

she asserted, “results in profitability.”  

Addressing the seminar, Julian Byrne, 

Chair of the GFSB welcomed the 

legislation and exhorted business to 

embrace the principles of inclusion. 

Edward MacQuisten, Chief Executive 

of the Chamber of Commerce also 

welcomed the initiative and agreed 

that being aware of the needs of all 

customers and ensuring inclusion makes 

very good business sense.

The keynote speaker was Mr. Paul 

Hawkins of the UK charity Attitude is 

Everything. He used the example of 

the events and music festival business 

to highlight how achieving inclusivity 

in a holistic sense – such as ensuring 

that entry tickets facilitate affordability 

for personal carers to attend alongside 

persons with disabilities – can increase 

a business’ customer base and can 

increase sales. “Disability access,” Paul 

Hawkins asserted, “is all about customer 

service with a bit more awareness”.

The seminar was received with evident 

enthusiasm and interest by those 

present, who also received the first of 

a series of supporting booklets issued 

by the Ministry of Equality: “Disability 

Language and Etiquette” which provides 

useful explanations and reassurances on 

how to approach and communicate with 

people with a variety of disabilities. It is 

this type of demystification, support and 

encouragement that helps business with 

their progress towards inclusion and 

the booklet was well received by those 

attending.

For businesses that were unable to 

attend this or other of the informative 

seminars and training sessions, the 

business case for inclusion and equality 

is not hard to find.  Glancing through 

some UK figures for example, we can 

see that £80 billion per year is spent 

by disabled people, on a whole variety 

of goods and services. A business that 

does not look at the spending power 

of disabled people and at their families 

and friends as potential customers, is 

missing out on an enormous customer 

segment.  And, as competitors switch on 

to just how financially beneficial good 

access and inclusivity can be on purely 

commercial grounds, a business that 

overlooks how important it is to attract 

all customers equally, may well find itself 

losing out.

All of which can lead businesses to feel 

a little concerned or even confused at 

what they could do to make sure their 

goods and services can be accessed 

equally by all potential customers, while 

avoiding unrealistic expenses.  It would 

be prudent for businesses to refer to 

the legislation, take advantage of any 

training or familiarization courses to 

make sure that their activities meet 

legal requirements.  This does not 

immediately mean that you have to find 

a way of installing a ramp to the tiny 

entrance of your tiny store in one of 

Gibraltar’s old town buildings.  However, 

you would be expected to consider how 

your particular business services can be 

accessed by people who may not be 

able to negotiate that rather high door 

step, or a narrow entrance that because 

of the age and nature of the building 

that you’re in, simply cannot realistically 

be rebuilt.  So it is helpful to consider 

the reality behind disability access for 

businesses: that it is in fact no more 

than a full version of customer care and 

commercial thinking, but with a broader 

vision and a greater level of awareness.  

It is all about seeing the world from the 

perspective of a disabled person, and 

an awareness that disabilities do not 

always mean wheelchair access; there 

are hearing and visual impairments to 

consider alongside physical mobility 

difficulties, and also mental health and 

learning difficulties.  Thinking, seeing, 

listening, looking, moving around – 

extending all aspects of the customer 

experience to include the whole range 

of disabilities will help to find the right 

way of meeting the requirements of 

the legislation and building a reputable 

business with an inclusive customer 

base.  Solutions could be as simple as 

ensuring excellent personal customer 

service or sharing resources with 

neighbouring businesses.

In relation to Gibraltar, the potential 

for increasing and improving business 

simply by taking the approach required 

by the legislation is vast.  We want to 

attract tourists from around the world, 

for example.  Tourists spend money in 

our hotels, our shops, our restaurants 

and bars, our marinas, theatres, galleries, 

music venues…the list goes on.  When 

businesses in Gibraltar develop inclusive 

experiences that attract people with 

disabilities as well as able bodied 

people, we also attract their families, 

their friends, their carers – and they will 

come back again and again.  Businesses 

can do this in a huge variety of ways, 

including by collaborations – hotels that 

can arrange for reduced fees for carers, 

for example; websites for viewing and 

ordering goods; home delivery services; 

changing shop layout to facilitate 

access; clear signs and good lighting 

for persons with visual impairments; a 

hearing loop for those hard of hearing; 

well trained staff who are able to clearly 

communicate and support people with 

different abilities and make them feel 

welcome and wanted in the business, 

just to name a few. 

The other issue that businesses need 

to consider in order to meet the 

requirements of the forthcoming 

legislation is that of employment of 

people with disabilities.  Employers are 

not permitted to discriminate on the 

grounds of disability and can in fact 

benefit substantially from the skills and 

understanding that are brought to an 

organisation by people with disabilities. 

Not just professional skills, of course, but 

also life skills, an understanding of the 

impact of disabilities that will enable the 

organisation to better meet the needs 

of all customers.  This could mean that a 

work place may need some adjustments 

to layout, to procedures, to lighting etc. 

to ensure that a specific job post can 

be accessed by disabled employees, 

but the business will benefit from the 

right skills, the right attitude and the 

additional value of experience, higher 

levels of engagement and motivation 

that are brought to it by the right 

employee regardless of disability.

In the GFSB’s and Chamber’s Breakfast 

seminar, Paul Hawkins explained how 

in his experience, customers with 

disabilities tend to display high levels 

of customer loyalty – good experiences 

with businesses means repeat custom 

and lots of recommendations.  He added 

some useful tips that all businesses can 

apply:

• Be accessible and advertise this widely, 

especially online

• Train your staff so that you make sure 

that the expectations you raise in your 

customers can be met

• Remember that access issues may 

need to include special consideration of 

personal assistants

• Consider aspects of physical access 

and look at making sure that visitors to 

your business are aware of any particular 

accessible routes which may differ from 

the usual access routes (e.g. a side 

entrance with handrails and a ramp)

• Consider collaborating with nearby 

businesses to help each other become 

fully accessible e.g. sharing toilets, or 

access routes

• People may not always look disabled – 

if they ask for help, assume it is needed

• Attitude is everything – accessibility 

and inclusion should quickly become 

part of the underpinning ethos of your 

business culture

Indeed, taking a closer look at that  final 

point, an inclusive, welcoming attitude 

is everything to all customers for all 

businesses.  A mindset costs nothing 

and means everything.  The business of 

equality is everyone’s business and the 

business case for inclusion, in Gibraltar, 

has never been stronger.
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BUSINESS ETHICS -

WHAT IS 
ETHICAL 
ANYHOW? 

T
he short answer is that 
there isn’t an answer. 
There is no absolute rule 
of what is ethical and 

what isn’t.  
 
Defining what ethical and 
unethical mean is only a little 
easier. 
 
A simpler broad definition of the 
word ethical is ‘fair’. Moreover, 
‘fair’ to fair-minded people, 
especially those affected by 
the situation. This is not a 
scientifically robust definition, 
but it’s very difficult to be 
scientific and firm about what it 
all means.
 

More importantly, very many legal 

activities and behaviours can be 

extremely unethical. For example, 

behaviours that are not necessarily 

unlawful but which are generally 

considered to be unethical to Western 

society would now typically include:

• dishonesty, withholding information, 

distortion of facts 

• misleading or confusing 

communications or positioning or 

advertising 

• manipulation of people’s feelings 

• exploitation of weakness and 

vulnerability 

• anything liable to harm or endanger 

people 

• avoidance of blame or penalty or 

payment of compensation for wrong-

doing 

• failing to consult and notify people 

affected by change 

• secrecy and lack of transparency and 

resistance to reasonable investigation 

• unnecessary waste or consumption 

• alienation or marginalisation of people 

or groups 

• neglect of duty of care 

• betrayal of trust 

• breaking confidentiality 

In law honesty is defined as asking the 

following questions and if the answer to 

both is yes, the person is guilty

1. Was the defendant’s conduct 
dishonest according to the ordinary 
standards of reasonable and honest 
people? 

2. Did the defendant realise that his 
conduct would be considered dishonest 
by the standards of reasonable and 
honest people? 

So does unethical = Illegal? Not really.

Consider:

A   Ethical & Legal 
B   Ethical  & Illegal   
C   Unethical & Legal   
D   Unethical & Illegal

A and D are easy to recognise however 

B and C are a little more difficult

People don’t tend to go to work with 

the intention of behaving unethically so 

what prompts this behaviour.  Ethical 

behaviour is not about who you are or 

the values you hold. Behaviour is often 

a result of the situation in which you 

make the decision, even factors you 

barely notice. This makes cheating more 

likely to happen in some situations than 

others. 

The top five factors likely to influence 

people to compromise their employer’s 

ethical standards (according to a global 

study by the American management 

Association) are, 

• to meet unrealistic targets / objectives 

/ deadlines 

• to further one’s career

• to protect one’s livelihood

• working in an environment of cynicism 

or low morale

• Ineffective training / ignorance of the 

act that is unethical

A great example of points one, two 

and three above is, the recent fiasco 

that concluded with Wells Fargo bank 

receiving a fine of $185 million and 

sacking more than 5,300 employees.  

Wells Fargo’s business model was cross 

selling, or selling products to existing 

clients.  To this end, an expectation / 

business goal, was that each customer 

would have six to eight Wells Fargo 

products.  In order to meet their goal, 

staff behaved unethically, justifying 

this behavior because it met targets.  

Customer service staff opened 1.5 million 

false accounts for existing customers 

resulting in $2 million in account 

charges.  Staff would create fake 

accounts with false data and sometimes 

move customer’s money into fake 

accounts often leading to overdrawn 

charges and bad credit ratings for 

customers.  

Although many honest Wells Fargo 

employees knew that opening fake 

accounts was wrong and refused to do 

so, it is also true that other employees 

who considered themselves honest 

participated in the fraud.  Some staff 

complained to ethical hotlines and HR 

with the only action being that they 

were often sacked for minor issues 

shortly after raising their concerns.

People find it easy to rationalise their 

unethical behaviour telling themselves, 

everyone else does it, or the boss does 

so why shouldn’t I.  I don’t have time to 

do it right or it’s not my job, are ways 

of convincing themselves its not their 

responsibility.  Believing that no one 

will ever know about their behaviour is 

usually not true.

So how do you know when a business 
problem involves ethics?

• When the issue is not covered by the 

law

• If it raises moral problems for you or a 

member of the team

• When a correct and incorrect response 

is not clear

• If you are forced to consider where 

your obligations and duties lie.

A test for an ethical business decision is 

to ask yourself (or others) the following 

questions regarding transparency, effect 

and fairness:

• Am I happy to make my decision 

transparent?  In other words, do I mind 

others knowing what I have decided?

• Whom does my decision affect? 

Moreover, who could be hurt by this 

decision?

• Would those affected consider my 

decision fair?

Objectivity and fairness are the basis of 

ethical decision-making. 

It is important for business to promote 

a SAFE to SAY environment and to 

do this company must set the tone 

through their policies and procedures.  

Management are expected to lead 

by example and their behaviour must 

reflect the company’s policies.  Staff 

deliver results while maintaining their 

integrity and clients are able to trust the 

business. 

Taking care with job descriptions and 

competencies  so that they reflect the 

company’s code of conduct in regards 

to respect for customers, responsibility 

to stakeholders how results are attained. 

Importantly to remember is, staff 

who work in a high-integrity, socially 

responsible, globally considerate 

organisation are far less prone to stress, 

attrition and dissatisfaction. Therefore, 

they are happier and more productive. 

Happy productive people are a 

common feature in highly successful 

organisations. Stressed unhappy staff 

are less productive, take more time 

off, need more managing, and take no 

interest in sorting out the organisation’s 

failings when the whole thing implodes.
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T
o say that leadership 
is important to an 
organisation is something 
of an understatement, 

regardless of the type of 
business you’re talking about 
or even the industry that 
it’s operating in. For many 
businesses, leaders do more 
than just keep everyone on task 
and moving forward. They also 
play a direct role in something 
equally important - company 
culture. 

Negativity in leadership absolutely 

trickles down to the rest of a business - 

something that results in an average of 

a 33% decrease in operating income and 

an 11% decrease in earnings growth

compared to companies with high 

engagement, positive leadership and 

strong company culture. According to 

one study, 63% of employees are not 

engaged at work - and leadership issues 

are a direct contributor.

This, in essence, is what Organisational 

Role Analysis (ORA) is all about. As 

a powerful leadership, coaching and 

consulting tool, it’s a perfect opportunity 

for leaders to better understand and 

develop the way they take up their work 

role and all of the responsibilities that 

come with it. It’s an invaluable way for 

someone to not only make themselves 

better by re-contextualising their 

position and its duties, but to in turn 

make everyone around them better at 

the exact same time.

What is Organisational Role Analysis?
Organisational Role Analysis is a 

personalised level of one-on-one 

consulting that focuses less on the job 

description of a leader or manager and 

LEADERSHIP DEVELOPMENT
WITH ORGANISATIONAL ROLE ANALYSIS

more on the real role they play in their 

environments. The concept itself was 

first developed in the United Kingdom 

back in the 1970s, based on research

conducted by both the Tavistock 

Institute and the Grubb Institute.

By providing people with a reflective 

space (typically located away from the 

workplace) to freely explore their built 

up feelings, problems, intuitions and 

ideas, they can begin to put together 

a more complex picture of what is 

really going on in their environment. In 

many ways, it’s a unique opportunity 

to re-think, re-design and (eventually) 

implement changes within the role 

they play so that in turn that role can 

positively transform the business itself.

The aim of Organisational Role Analysis 

is to bring about a more conscious 

awareness, taking someone’s thoughts, 

feelings, impressions and assumptions 

and turning them into something that

can then be acted upon. Remember 

that instead of examining all of this 

from the perspective of the individual 

and their personality, however, the 

chief advantage of ORA is that it is an 

opportunity to examine it all within the 

context of the role.

Think about it this way: based on the 

long-term strategies and goals of a 

business, a leadership role has a very 

particular set of requirements and 

demands. Rather than focusing on what 

CAN be brought to that role, people 

should be focusing on what that role 

NEEDS of them. To get to that

point, they need to understand how 

they overlap with the role, which in turn 

overlaps with the business itself.

It’s less about understanding the 

authority, responsibilities and relationships 

of a role and more about identifying 

how they take up those authorities, 

responsibilities and relationships.

 Though Organisational Role Analysis is 

primarily designed for people like CEOs, 

senior managers and other institutional 

leaders, it can be highly beneficial for 

nearly everyone in a particular

organisation for a wide range of 

different reasons.

The Major Benefits of Organisational 
Role Analysis
As stated, the aim of Organisational Role 

Analysis is to be something more than 

just a leadership technique, a coaching 

tool or an approach to consulting. It’s a 

unique strategy that combines the best

properties of all of these into one 

setting, allowing virtually everyone 

within an environment to better 

understand both themselves, their 

relationship to their role and how 

they personally affect its authority, its 

responsibilities, its accountabilities and 

its relationship.

Even going beyond the benefits that 

Organisational Role Analysis has 

for people today, perhaps its most 

significant impact comes in how it can 

help people better prepare for what 

tomorrow might hold. Someone who is 

trying to either get promoted or better 

prepare themselves for a career change, 

for example, would do well to embrace 

Organisational Role Analysis on a 

personal level.

Likewise, someone who has just been 

promoted would also benefit from an 

ORA coach to help them excel in the 

context of their new role. In many ways, 

it’s a learning tool - by understanding

more about the demands and needs of 

the role itself rather than the personality 

of the person filling that role, people are 

in a better position to let one feed off of 

the other. Think of it like a personal

optimisation - to truly excel in a 

particular role, one needs to need more 

than what they personally can bring to it. 

They need to know what that role brings 

to the wider system and they must come 

to truly understand and deeply believe 

that role, person, system and context are 

all interconnected.

To that end, Organisational Role 

Analysis is also incredibly important 

for both new and current managers to 

understand how they take up their role 

within an organisation. Everyone knows 

what a leader is supposed to do on 

paper, but the chasm between a good 

leader and a great one is a deep one, 

indeed. Organisational Role Analysis 

can let someone expand their skill set 

beyond the simple ability to properly 

delegate responsibility and instead can 

allow them to act as the true foundation 

of an organisation that they need to be.

The major theme of all of this is that 

Organisational Role Analysis doesn’t just 

make people stronger as individuals. 

It makes an organisation stronger as a 

whole. Think of it a bit like the human 

body - though the heart, the lungs and 

the brain are all different organs, they’re 

all playing equally important roles within 

the body at the same time. An event 

that occurs in one area will absolutely

affect the other, even in small ways that 

may seem imperceptible to those who 

aren’t paying attention.

Organisational Role Analysis can be 

used in a wide range of organisational 

settings to help bring people together, 

to allow them to better see the affects 

of their actions and to learn where 

the person and the system meet and 

overlap. This puts everyone in a much 

better position to align their own

personalities and progresses with the 

long-term goals of the business, allowing 

it to act as a living, breathing entity - 

likely for the first time.

The Centro Coaching Approach
Based in central London and Gibraltar, 

we at Centro Coaching see Organisational 

Role Analysis as more than just another 

coaching or leadership tool. Instead, 

it’s something much more meaningful 

- a way to empower both individual 

employees at an organisation and the 

collective in a way that helps them 

understand and develop the way they 

impact the environment around them.

It goes far deeper than just helping 

someone understand their job 

description and the role they play.

Instead of focusing on what the 

individual brings to the role, 

Organisational Role Analysis

contextualises the role within the larger 

system and examines how role, person 

and structure can come together to 

form something far more important than 

they ever could on their own. For both

the ongoing success of the person and 

the business in question, the importance 

of this cannot be overstated enough.

If you’d like to find out more information 

about the benefits of Organisational 

Role Analysis, or if you’d just like to sit 

down and speak to someone about 

your own situation in a little more detail, 

please don’t delay - contact Centro 

Coaching today on 

www.centrocoaching.co.uk/contact 
or send an email to 

fabio@centrocoaching.co.uk
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Certification Body: Verification International of Nottinghamshire, England. 

  

I
n relative terms, Finishings 
and Maintenance Ltd. are a 
young company, having been 
established by Director, Lee 

Johnston as recently as April of 
this year

.

 
“It’s got to be just right: the product and 

the workmanship,” explains Lee.  The 

company is small, with only one other 

person working with Lee at the moment, 

but they are fully focused on making 

sure that the work they carry out for 

their customers is as close to perfect as 

they can make it.  Lee himself has years 

of experience in his field.

 

“We work primarily in painting and 

decorating, both customers’ homes 

and also commercial premises and 

offices.  We cannot underestimate 

the importance of getting the finishes 

just right,” Lee explains, “for us it’s 

not just a matter of pride in our skills 

and workmanship, but a question of 

totally respecting our customers.  They 

trust us to come into their homes and 

workplaces and to create the perfect 

space for them, so it is a question of 

respecting their wishes and also giving 

them the respect to carry out work of an 

excellent standard.”

 

As a new business, building those strong 

customer relationships is essential, and 

Lee believes that an important way of 

fostering these is providing total quality 

in everything that is offered to the 

customer. “We all appreciate honesty 

and respect, and if you are being honest 

and respectful with your customer, you 

create the right expectations and you 

make sure that you rise to the challenge 

and meet them,” Lee adds.  He has 

plenty of experience in fostering good 

customer relationships, as well as in his 

particular specialism of fitting wooden 

flooring and painting and decorating in 

general.

 

Lee is originally from Norfolk in England, 

and like many others now resident and 

working in Gibraltar, he came to visit 

some fifteen years ago with friends.  He 

went on to stay for six months or so, 

working for a while. He returned to UK 

but the pull of Gibraltar was too strong, 

and a short while later he came back for 

good.  A decorator by profession, he set 

to work straight away and found himself 

spending two years fitting floors in a 

PITCHING FOR PERFECTION – 
INTRODUCING FINISHINGS AND  
MAINTENANCE LTD., ONE OF OUR NEWEST 
MEMBERS

number of Gibraltar’s new buildings. 

“I learnt everything on the job,” he 

smiles, “not just about how to fit the 

floors but also about the products.” He 

speaks with the intensity that is born of 

in-depth knowledge of the subject at 

hand.  Humidity, he tells me, is one of 

Gibraltar’s identifying features.  Sitting 

under yet another levanter in over 80% 

humidity, I can but agree.  Inevitably, 

this feature affects the materials that are 

used in decorating premises, especially 

wood and wooden laminates, which 

tend to swell with the increase in air 

humidity.  The poniente might bring a 

relief from the humidity, but in turn, it 

can also be very drying and again, the 

shrinkage this causes can put a degree 

of strain onto the materials.  “We know 

that we have to get the materials and 

the fit just right for their location,” Lee 

says, “before we start, we discuss all 

this very carefully with our customers, 

so they understand how the materials 

will perform and their likely lifespan 

depending on where they are being 

applied, their usage, the atmospheric 

conditions and so on.”

 

Working with quality products could 

mean facing the challenges of pricing 

and competition, but Lee believes that 

fair pricing means being completely 

open with customers.  “We price all 

our services very reasonably, and our 

customers know what they are getting 

at every juncture of the process.  We 

won’t work with poor quality products 

and then add a huge premium on these.  

We have our rates for our work, and 

our clients know what the products 

are costing them.  It’s all about respect 

for them, and they show us the return 

respect of commissioning us and then 

paying for our work.”

 

Lee has worked in the field for going 

on for two decades and understands 

intimately the customer relationship 

as well as the products, supply chain 

issues and installation or application. 

He believes it is this focus on customer 

care being key that leads to the quest 

for perfection in each and every one 

of their projects.  While the specialism 

is decorating and in particular wooden 

floors, the company does diversify into 

general maintenance and a growing 

number of contracts is testament to the 

success of this approach.  “I have not 

had a big launch, nor paid for any major 

advertising campaigns as yet,” Lee tells 

me, “social media, business cards and 

word of mouth recommendations so 

far is leading us to become increasingly 

busy.  I co-ordinate a small group of 

other self-employed trade experts to 

carry out more complex maintenance 

works, but we all work to the same 

aim of making our work as perfect as 

possible for our customers.  And the 

customers keep coming back.  So we 

must be doing something right.”

 

For the time being, Finishings and 

Maintenance Ltd. expects to stay small 

and focused, continuing to provide 

quality work combined with cost-

effectiveness for their customers. Word 

of mouth so far has been an excellent 

marketing tool, but then, a company that 

pitches for perfection for every client is 

unlikely to stay under the radar for long. 

 

For more information contact:

 

Finishings & Maintenance Ltd 
Gib: 54019345 

Spain: 628829661 

E: finishingsandmaintenance@outlook.com

New Member
Profile
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TRANSPORT, TRAFFIC AND 
PARKING PLAN 

W
e’re pretty 
accustomed to 
long car queues 
in Gibraltar.  We 

sit for what feels like hours 
staring at the back of the car 
in front, bored with all our 
own music choices, wincing 
at the ear-splitting whine of 
the scooters buzzing past and 
occasionally thumping our fists 
on the horn, more to give vent 
to our frustration than with the 
conviction that the traffic will 
start to flow.  

Keeping the traffic flowing smoothly 

is a key challenge for government and 

one which bears an important impact on 

our local business community.  Traffic 

jams result in late deliveries, missed 

appointments, frustrated customers, 

unhappy employees and can cost 

businesses money.  And as if this 

didn’t make matters tough enough for 

the small business that needs to get 

goods or services to a customer, once 

arriving at the destination, there is that 

whole other challenge of parking to 

confront.  Recent figures issued by the 

Department of Transport show that 

Gibraltar has the second-most density 

of car ownership per capita in the world.  

Many of us need motor vehicles to carry 

out our daily business, and in addition to 

that, we love getting out and about by 

car as individuals and as families.  So the 

logistical challenge is compounded by 

the cultural context in which it is set.

On 16th June, the Minister for Transport, 

Mr Paul Balban, addressed a group of 

GFSB members at a Breakfast Club 

event.  It was an ideal opportunity 

for members to learn more about the 

Sustainable Traffic and Transport Plan 

(STTP) that has been some years in the 

researching and drafting, as well as a 

chance to represent the views of local 

businesses directly to the Minister.

The STTP has been drafted after a 

period of intense consultation with 

public service organisations, community 

groups, the Chamber of Commerce 

and GFSB, and Minister Balban spoke 

candidly and at length to the members 

attending.  These represented a variety 

of businesses, from retailers based in 

the town centre to service providers 

and tradesmen.  There is no doubt 

that managing traffic and parking 

successfully and in a sustainable manner 

is complex and fraught with potential for 

conflict.  There is no escaping the fact 

that there are simply too many motor 

vehicles using our roads, both from 

resident individuals and organisations, 

and visitors – including visiting 

businesses - from across the border.  

Gibraltar welcomes the increase in trade 

that visitors and their vehicles represent, 

but the logistics purely in terms of 

numbers are almost at overwhelming 

proportions.  Nevertheless, the draft 

STTP represents a detailed and 

holistic attempt to tackle this issue at 

a number of levels, suggesting short 

term initiatives to alleviate immediate 

problems as well as longer term 

strategies which may need to reconsider 

our reliance and our relationship with 

the motor vehicle altogether.  The 

Minister described the Plan as a “living 

plan”, whereby all concerned are still 

learning and still responding to changing 

circumstances as the tangle of traffic 

knots are slowly unraveled.

Wryly describing his brief as a “poisoned 

chalice”, Minister Balban proceeded 

to explain one of the latest initiatives 

contained in the Plan: that of the change 

of hours for deliveries in Main Street 

and the related changes in parking 

areas and rules.  The initiative aims to 

have the delivery period commence 

and finish earlier, removing some of the 

obstructions and overall traffic nuisance 

that affect customers browsing Main 

Street and Irish Town at the start of 

the trading day.  Members certainly 

had plenty to say to the Minister about 

this initiative and overall there was a 

cautious welcome to the plan albeit 

the issues of possible increased costs 

and logistical problems which included 

changes in staffing hours that members 

present believe will inevitably affect 

most of the businesses involved – both 

the businesses receiving deliveries and 

the distributors.  There was an overall 

recognition and agreement with the 

Minister that the situation that had 

existed to date was unsustainable 

and members generally gave a warm 

welcome to the fact that practical 

solutions were being sought and tested.

The Breakfast Club discussion ranged 

further than the town centre to take 

in the issues of parking in other areas, 

including in government-owned 

residential estates.  Lack of parking or 

time-restricted parking zones cause 

a great deal of difficulty to delivery 

services and to tradesmen who 

need to deliver materials and tools 

to site and then may need to spend 

quite a number of hours working in 

a property.  Members also pointed 

out that many offices open late into 

the evening and time restrictions on 

deliveries might cause these logistical 

problems too.  It was pointed out that 

there were visible abuses of parking 

regulations and members expressed 

the hope that the new rules were to 

be enforced thoroughly.  The Minister 

assured members that not only was new 

legislation being drafted to enable better 

enforcement, but that new technologies 

were being researched which would 

support this further.

Overall the discussion was open and 

frank, with members whose businesses 

are located in the town centre 

expressing concern at security issues 

and the barriers that had been erected 

in response to terrorist attacks in UK 

and other European cities. Other issues 

touched on were concerns about poor 

air quality, safety for cyclists, resident 

parking schemes, incentives for “clean” 

vehicles, such as electric cars and vans, 

and also how the infrastructure for 

recharging points for these vehicles 

will be developed. Minister Balban gave 

assurances that the STTP had been 

drafted in a way that took into account 

security issues as well as long term 

sustainability and the needs of the whole 

community, including its economy – and 

that meant the needs of businesses.

It is all too easy, when immersed in the 

day-to-day bustle of running a business, 

to look only at the pertinent issues which 

affect us most closely, and there is a 

tendency to have a short term view: “put 

out this fire today and with any luck we’ll 

live to see tomorrow”.  This Breakfast 

Club meeting in discussion with Minister 

Balban served as a timely reminder that 

as businesses we operate in a complex 

economic and cultural environment and 

that there is a much broader picture into 

which we all need to fit, act and interact.  

Traffic, transport and parking are part of 

those complexities and the big picture 

involves environmental issues, long-term 

sustainability and quality of life as well 

as prosperity building.  The Breakfast 

Club seminar on the STTP gave GFSB 

members a chance to communicate 

directly with the politician at the heart 

of unraveling those tangled traffic 

problems, or, as he so aptly put it with a 

self-effacing smile: “This is one hard nut 

to crack.”
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Julian Byrne
Chairman of the GFSB
Managing Director of 
Piranha Designs

What made you make the move into 
running your own business?

“To be honest it happened naturally; 

from a young age I was always buying 

and selling, looking at ways to make a 

profit. Then when I finished University 

I was working in an advertising agency 

in London and an opportunity arose to 

start creating websites, along with my 

cousin. So we did. After that I moved 

back to Gib and the doors opened here.”

What were the biggest challenges 
in the early days and how did you 
overcome these?

“The internet was still very young in 

2000, so it was difficult to convince 

clients that websites were important and 

worth investing in. We were quite bold 

in proving results, and creating examples 

that helped sell our services quickly. We 

put a lot of energy and ideas in to our 

work and that seemed to overcome the 

obstacles.”

Did you ever feel like giving up and 
how did you overcome that?

“Not seriously, I enjoy what we do, 

and I love the fact that we get to meet 

and help a lot of people. At one point I 

almost sold the business to my partner, 

but in the end I bought his share and 

moved on.”

Was it difficult at times to balance 
family commitments and business 
commitments, and what are your tips 
for finding that balance?

“At the beginning it was difficult, but I 

was young and single so it didn’t matter 

too much. When I met my wife we both 

decided that work would have its time 

and space, but not interfere with our 

free time. I have been quite strict with 

this, living by the motto; work to live not 

live to work.”

What were the biggest mistakes you 
think you made?

“Allowing some clients to build up large 

debts. Not investing in property portals 

in the early days, when the opportunities 

were there.”

What would you do differently if you 
had the chance?

“I would have implemented more 

systems earlier on. Focussed on 

recurring revenue, built more of my own 

products.”

What are the achievements you are 
most proud of?

“We were part of an innovative 3D 

virtual world many years ago, where the 

team laser scanned all of Covent Garden 

in London and rebuilt it online. That was 

great fun. Also very pleased that we 

have setup an office in Edinburgh.”

What do you think are the most 
important characteristics of successful 
business leaders?

“Humility, hard/smart workers, problem 

solvers, peace keepers.”

What is your favourite thing about 
being in business?

“Freedom. This allows me to choose 

the things I want to work on, the people 

I like to work with, the time I wish to 

spend, and the life I wish to lead.”

What is your business dream and has 
the end game changed for you over the 
years?

“I have two dreams. The first one is 

to make the business fully funded by 

recurring revenue. The second one is to 

create some web projects that improve 

a lot of people’s lives.”

Why did you join the GFSB and what 
are its greatest strengths?

“I joined many years ago in order to help 

out with branding and marketing. That 

evolved into becoming editor of the 

InTouch and more recently Chairperson. 

The GFSB has two major advantages. 

One: as an organisation it is in constant 

dialogue with Government to help 

resolve business issues, and two: at the 

same time gives small business owners 

a place to meet others who are facing 

similar battles. Personally, the Federation 

has helped me to meet a lot of people, 

and has opened my eyes to the amount 

of work that is done behind closed doors 

to keep Gibraltar open for business.”

Meet the Board
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L
ike it or not – and 96% 
of those who voted in 
Gibraltar were against 
Britain leaving Europe 

– the fact is that it’s going to 
happen.  

The question is, just how do we respond 

to that unwelcome reality?

That charged topic was the subject of 

the first of a series of Brainstorming 

sessions, entitled ‘Small Businesses: Big 

Ideas’, initiated by Julian Byrne, current 

chair of the Gibraltar Federation of Small 

Businesses (GFSB). The session, for a 

group of around 20 representatives 

of different businesses from the local 

economy, was opened and facilitated 

by business consultant and executive 

coach, Fabio D’Apice, owner of Centro 

Coaching (www.centrocoaching.co.uk). 

Fabio is Italian and lived in London for 

over 13 years. Experience of working 

in the energy sector led Fabio to 

become aware of just how fundamental 

personality and cognition are in the 

ways in which business works. That led 

him to study psychodynamic theory and 

systemic approaches to understanding 

how teams function in organisations and 

how emotions affect the way people 

relate to organisations and society. A 

THINKING 
BEYOND BREXIT

relationship with his partner who lives 

here led Fabio to Gibraltar.

ENERGISE
Sadness, confusion and anger are 

understandable responses to a situation 

like Brexit. 

Fabio accepts the validity of those 

emotional responses, but urges people 

to see past the sadness. “The future is in 

our hands,” he says. “We must learn to 

embrace change. And the changes that 

we don’t want, most of all.”

DIFFICULT QUESTIONS
Part of what Fabio does is to ask 

awkward questions, and you could 

have heard a pin drop when he posed 

this one to the assembled group: 

“What is the best thing about Brexit?” 

Once they’d adjusted to the idea that 

there could be such a thing as good 

in Brexit, participants discovered 

that, for each of them, there were 

opportunities to explore. Whether it’s 

building stronger relationships with UK 

contacts, or extending the appeal of 

the new university of Gibraltar to Asian 

and American students, there was no 

shortage of ideas circulating.

The unexpectedly buoyant mood also 

revealed some issues that Gibraltar 

needs to address as a tourist destination. 

LOOKING AHEAD
This first Brainstorming session was 

just the start of what Fabio is planning. 

A half day workshop presents an 

opportunity to explore the issues 

around Brexit in greater depth. Fabio is 

particularly interested in the potential 

for participants from different niches to 

discover their connections. 

The next Brainstorming session will be 

sector specific, e.g. Retail, Tourism, or 

Online Gaming - but people from all 

sectors are welcome. Every time Fabio 

runs sessions like these, what becomes 

apparent is that interests intersect and 

overlap - people working in tourism 

dovetail naturally with those in transport, 

for instance. And learning from people in 

other sectors can be invaluable. A truism 

in one niche can be an innovation in 

another context. 

Julian Byrne instigated the Brainstorming 

sessions to create exactly these kind of

dialogues, and sees them as a bridge 

between small businesses and 

government. These events, and a longer

one that Fabio will run, have the potential 

to inform a white paper highlighting 

issues faced by the business sector.

TOOLS FOR THE FUTURE
It’s clear that new thinking is needed. 

Certainly, Fabio D’Apice has abundant 

optimism about what could happen 

– and more than optimism, a way of 

engaging people that creates new 

possibilities, rather than old resentments.

Maybe the way forward is less about 

what government can do than what we 

can all do in our various enterprises. It’s 

through making an impact on people 

who started to get to grips with what a 

post-Brexit Gibraltar might look like that 

fears about what might or might not 

happen will give way to a new reality. 

Take away some of the anxiety about 

the issue and turn it into adrenaline that 

fuels the search for new ideas. 

Dealing with change is often 

uncomfortable. You never loved the old 

car as much as when it came to getting 

a new one. But soon enough, whatever 

was taken for granted at one point 

becomes a history that’s remembered 

fondly -  or not - depending on who’s 

doing the remembering. Let’s hope in 

a decade from now, people are talking 

about how good leaving Europe turned 

out to be for Gibraltar. 

Fabio D’Apice 
Director, Executive Coach, OD 

Consultant

Executive Director of ISPSO

www.centrocoaching.co.uk  
Tel: +350 54047571
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W
orld Quality Day is one of the 
international observances, that 
annually falls on the second 
Thursday in November. This 

observance was introduced by the United 
Nations in 1990. 

World Quality Day was introduced to raise public awareness 

to the problems of quality of any product or service, 

provided by the companies around the world. Quality is 

basic for economical success of any company, organization 

or enterprise and its presence in every aspect of life. Paying 

more attention to the quality of products and services 

helps improve customers satisfaction, make a sustainable 

business, identify and manage risk, reduce costs and improve 

profitability.

The GFSB will be organising a Breakfast Meeting during 

the second week in  November to inform members of the 

World Quality Day and have presentations and questions and 

answer sessions on the subject of Quality. All Companies will 

be invited to attend, whether or not they are ISO Certified or 

perhaps thinking or going through the process of achieving 

Certification. All GFSB members will be emailed closer to the 

date with details ,date and time of the Breakfast Meeting.

The proceedings for the Breakfast Meetings will comprise of 

the following:-

• Presentation of how ISO9001 Quality Management System 

was born

• Presentation on the requisites for the new revised Standard 

ISO9001:2015

• Brief Overview of the Environmental Standard ISO14001:2015

• Brief Overview of the Health & Safety ISO45001

• On request introduction to other Standards such as 

ISO55000-Asset Management, ISO50001- Energy Management, 

BS 11000- Collaborative Relationships

• General Question &amp; Answer Session

The Breakfast Meeting will be run by Mr David Balkwell of 

Verification International and Mr Tony Lopez of T L Consulting 

Ltd.

Breakfast Meeting
Notice
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